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Is it different for men and women?
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Abstract
Purpose – This study aims to examine the impact of supervisor support and to assess the moderating
role of gender on employee work engagement in the context of the Malaysian hospitality industry.
Design/methodology/approach – Data were collected from a sample of 438 customer-contact
employees in Malaysian upscale hotels and tested using the partial least squares technique.
Findings – The findings indicated that supervisor support positively influences work engagement
and that this positive relationship was stronger for male employees than female employees.
Research limitations/implications – The results highlight that supervisor support plays a critical
role in fostering greater employee work engagement. In addition, different approaches need to be
utilized by supervisors in supporting their male and female subordinates.
Originality/value – This study extends the existing literature by examining the role of gender in
moderating the relationship between supervisor support and work engagement, especially within the
context of a developing country (i.e. Malaysia), using structural equation modelling.
Keywords Hotels, Human resource management, Employee relations, Employee attitudes
Paper type Research paper
1. Introduction
Tourism in Malaysia is booming. The number of tourist arrivals in Malaysia has
increased dramatically in the past decade, with 16.4 million arrivals in 2005 growing to
27.4 million in 2014 (Tourism Malaysia, 2015b). The influx of tourists has escalated the
demand for facilities, especially the construction of hotels. In 2005, 2,269 hotels were
operating in Malaysia; by 2012, this number had grown to 2,724 (Tourism Malaysia,
2015a). However, the growth in the industry has come at a price: increased competition
among the hotels for occupants. One strategy that hotels can use to attract tourists is to
improve their service quality offerings. In fact, service quality has been regarded as one
of the fundamental determinants of a customer’s decision to stay in a particular hotel
(Baum and Mudambi, 1999; Hayes and Ninemeier, 2007).
To achieve service excellence, hotels need to ensure that the customer services
delivered by their employees, particularly those at the frontline (known as
customer-contact employees), are able to satisfy tourists’ needs and expectations.
Because customer-contact employees represent an organization during service delivery,
their attitudes and behaviours play a critical role in influencing customers’ evaluation of
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service quality and their subsequent satisfaction (Bettencourt et al., 2001; Hartline and
Ferrell, 1996; Schneider and Bowen, 1985). Customer-contact employees who achieve
higher levels of customer satisfaction tend to be energetic, dedicated and absorbed in
their work; they exhibit a mix of attitudes and behaviours known as work engagement
(Harter et al., 2002; Salanova et al., 2005; Schaufeli and Bakker, 2004).
Given the positive outcomes associated with work engagement, research on its
antecedents has identified access to a range of resources: either work- or
personal-related resources as being able to develop engaged employees (Bakker, 2011).
Work-related resources include coaching/training (Schaufeli and Bakker, 2004;
Xanthopoulou et al., 2008), social support (Hakanen et al., 2006; Schaufeli et al., 2009),
autonomy (Hallberg et al., 2007; Terje and Mehmetoglu, 2011) and job control (Britt,
2003; Parker et al., 2010; Weigl et al., 2010). Meanwhile, personal-related resources
comprise self-efficacy (Luthans and Peterson, 2002; Xanthopoulou et al., 2009),
organizational-based self-esteem (Mauno et al., 2007; Xanthopoulou et al., 2007),
self-esteem (Xanthopoulou et al., 2007) and optimism (Medlin and Green, 2009). In
particular, the provision and effective use of a form of work-related resource, which is
supervisor support, has been highlighted as an important determinant in enhancing
frontline employees’ work engagement (Halbesleben, 2010).
Most of the studies on work engagement were carried out in developed countries,
such as the USA (Britt, 2003), The Netherlands (Schaufeli and Bakker, 2004;
Xanthopoulou et al., 2007), Germany (Weigl et al., 2010), Spain (Salanova et al., 2005),
Finland (Hakanen et al., 2006; Mauno et al., 2007), Greece (Xanthopoulou et al., 2009),
Norway (Martinussen et al., 2007) and Australia (Parker et al., 2010). In addition, these
studies involved samples that were not from the hotel industry. The lack of hospitality
industry studies was also noted by other researchers (Karatepe and Olugbade, 2009;
Kim et al., 2009b; Rigg et al., 2014). Furthermore, the literature review uncovered few
Asian work engagement studies, and from these, only two studies sampled Malaysians
(except: Abdul Hamid and Yahya, 2011; Othman and Nasurdin, 2012). Of these, Abdul
Hamid and Yahya (2011) concluded that person–job fit and person– organization fit
affect worker engagement, and Othman and Nasurdin (2012) demonstrated that
supervisor support was positively related to work engagement, while co-worker support
had no effect on work engagement. Given that tourism is a major contributor to
Malaysia’s gross domestic product, the increasing competition among hotels in
Malaysia, and the fact that work engagement drives superior service quality and
customer satisfaction, more research is needed to improve our understanding of the
antecedents of work engagement of customer-contact employees within the context of
the hotel industry in Malaysia.
Gender is another understudied aspect of work engagement. Previous empirical
investigations on the impact of gender on work engagement have been inconclusive.
Some studies (Mauno et al., 2007; Pitt-Catsouphes and Matz-Costa, 2008) found females
to be energetic, dedicated and happy at work, but Schaufeli and Bakker’s (2003) findings
were contradictory. In a recent study conducted on employees in Jamaican hotels, Rigg
et al. (2014) reported no significant differences in work engagement between males and
females. The mixed findings indicated that further research is required to understand
gender differences and help hotel managers improve the management of their male and








































Therefore, the purpose of the present study was to examine the relationship between
supervisor support and work engagement among customer-contact employees in the
context of the Malaysian hotel industry and to examine the moderating role of gender in
the supervisor support–work engagement relationship. The current study hopes to
enrich the literature on the role of supervisor support as a predictor of work engagement
and the impact of gender on this relationship from the Malaysian perspective.
2. Literature review
2.1 Work engagement and antecedents
Work engagement has been conceptualized based on two different but related schools of
thought. The first approach considers work engagement to be a positive, work-related
state of well-being or fulfilment (Bakker et al., 2008), in which, according to Maslach and
Leiter (1997), engagement is characterized by energy, involvement and efficacy. The
alternative view considers work engagement as an independent and distinct construct,
a “positive, fulfilling, work-related state of mind that is characterized by vigor,
dedication, and absorption” (Schaufeli and Bakker, 2004, p. 295). The authors described
vigour as high levels of energy and mental resilience, the willingness to expend effort
and persistence at work. They described dedicated workers as having a sense of
significance, enthusiasm, inspiration, pride and challenge (Schaufeli and Bakker, 2004).
Meanwhile, absorption refers to a state where employees are fully focussed and happily
engrossed in their work, whereby they have difficulties in detaching themselves from
work (Schaufeli and Bakker, 2004).
The antecedents of work engagement can be drawn from Hobfoll’s (1989)
conservation of resources (COR) theory. According to this theory, people value
resources, which they strive to obtain, retain and protect. In a work context, the COR
theory suggests that workers prize resources which make it easy for them to achieve
their work goals and help them to deal with threatening situations. Consistent with the
COR theory, Bakker and Demerouti (2008) proposed that work-related resources, such
as supervisor support, are capable of facilitating work engagement either through their
intrinsic motivational role because they foster employees’ growth, learning and
development or through their extrinsic motivational role because they are able to assist
employees to achieve their work goals effectively and reduce their job demands. When
employees are able to complete their tasks unencumbered, they are more likely to
be energetic, dedicated and immersed in their work, all of which characterize work
engagement (Christian et al., 2011). Therefore, drawing on this previous COR theory
work, the current study examines supervisor support as a predictor of customer-contact
employees’ work engagement in the hotel industry of Malaysia.
2.2 Supervisor support
Generally, supervisor support has been described as the extent to which employees
perceive that supervisors offer them support, encouragement and concern (Babin and
Boles, 1996; Burke et al., 1992). More specifically, supervisor support entails the
provision of work-related help by the supervisor to their employees in performing their
job (Susskind et al., 2007). According to Bhanthumnavian (2003), supervisor support in
the workplace can be in three forms, including emotional support (i.e. showing empathy,
acceptance and care), informative support (i.e. giving feedback or guidance in work) and






































related to work to improve the subordinate’s motivation, performance and
effectiveness). In the work context, supervisor support is assumed to be an important
work-related resource, as it aids an employee’s achievement of his/her work goals and,
at the same time, may buffer the pressure and stress of job demands, which, in turn, lead
to greater work engagement (Bakker et al., 2004).
In the context of hotels, supervisor support is relevant to customer-contact
employees’ work engagement (Edmondson and Boyer, 2013) for two reasons. First, the
tasks of customer-contact employees in hotels are stressful, as they need to deal with
customers who have varied emotions and behaviours (Karatepe, 2011; Kim et al., 2009a).
Therefore, supervisor emotional support, such as caring and listening sympathetically,
is instrumental in alleviating work-related stress (Beehr et al., 1990). When work strain
is minimized, customer-contact employees are more likely to be energetic, devoted and
engaged in their work.
Second, customer-contact employees undertake multiple roles and carry a heavy
workload (Hayes and Ninemeier, 2007; Karatepe et al., 2007; Kim et al., 2009a).
Informative support and guidance from supervisors is valuable in helping
customer-contact employees cope with their job demands (Elias and Mittal, 2011),
which facilitates full investment in their work roles, a characteristic of work
engagement. The work roles of customer-contact employees entail regular
interactions with customers who have diverse expectations and demands (Karatepe
et al., 2007; Kim et al., 2009a). Menguc et al. (2013) added that customer-contact
employees must fulfil requirements from their organization as well as customers.
For example, a common request from hotel customers is to extend their checkout
time (Raubal and Rinne, 2004), even though they are notified of the room checkout
time to support housekeeping functions. To satisfy customers’ desires,
customer-contact employees need to make quick decisions and take risks. Hence,
supervisor support in the form of decision autonomy, support and encouragement in
the event of failures, motivates employees to become proactive and committed to
high-quality performance, which portrays work engagement.
Prior studies within the service industry have provided empirical evidence that
supervisor support is an important predictor of employee work engagement (Bakker
et al., 2007; Hakanen et al., 2006; Othman and Nasurdin, 2012). For instance,
Hakanen et al.’s (2006) sample of 2,038 teachers in Finland discovered that
supervisor support was positively related to work engagement. A similar finding
was also discovered by Bakker et al. (2007) in another study of 805 teachers working
in Finland’s elementary, secondary and vocational schools. Within the context of
Malaysia, a study by Othman and Nasurdin (2012) using data gathered from 402
staff nurses working in three public hospitals revealed that supervisor support has
a positive impact on work engagement.
Based on this discussion, it is posited that customer-contact employees who perceive
high levels of supervisor support are more likely to experience a positive, work-related
state of mind, display resilience, show dedication and be engrossed in their work, all of
which indicate that they are engaged in their work. Thus, the following hypothesis is
proposed:









































However, we argue below that relations between supervisor support and work
engagement are likely to be impacted by customer-contact employees’ gender.
2.3 The role of gender as a moderator between the relationship of supervisor support
and work engagement
In the case of work engagement, gender has been studied as one of its determinants
(Rigg et al., 2014). However, empirical findings on the effect of gender on work
engagement have been inconsistent (Rigg et al., 2014). For instance, Pitt-Catsouphes and
Matz-Costa (2008), in their study of 183,454 employees from 22 different companies in
the USA, discovered that females were more engaged than males at work. In contrast,
Schaufeli et al. (2006) reported that in some countries (such as Belgium, Germany,
Finland and Norway), male employees were slightly more engaged than female
employees. However, findings obtained from two other studies (Langelaan et al., 2006;
Rigg et al., 2014) demonstrated that males and females did not differ in terms of their
work engagement levels.
We also considered the unique characteristics of the hospitality industry.
Customer-contact employees serve customers with diverse behaviours and
characters, and a common consequence of these face-to-face interactions is customer
aggression, which leads to emotional strain among employees (Karatepe, 2011).
Existing research considers men to be achievement-oriented, independent (Gkorezis
et al., 2012) and strongly influenced by individualism (Babin and Boles, 1998). Thus,
when challenged with emotional strain, it is likely that male customer-contact
employees prefer to overcome their emotional strain independently. As such, males
are less demanding of supervisors to stay engaged in work. Female
customer-contact employees, on the other hand, are affiliation-oriented (Eagly, 1987;
Gkorezis et al., 2012), seeking more social support from social networks to cope with
stressful life encounters (Ptacek et al., 1994). Therefore, when challenged with
emotional strain in the workplace, females would more likely require additional
supervisor support to remain engaged in work.
In addition, working in the hotel industry may involve additional social activities.
Work and social life can become blurred, ultimately affecting work–life balance
(Mooney and Ryan, 2009). For women with young families, unpredictable activities may
become a negative factor, given that many women also assume the role of the primary
caregiver in their home (Lopez-Claros and Zahidi, 2005). This factor takes on greater
prominence in developing countries, such as Malaysia, where women are expected to
contribute to the family income while fulfilling their traditional roles of wife, mother and
daughter. The interference between work and non-work domains results in greater
emotional strain (Greenhaus et al., 1987). Hence, supervisor support in the emotional
form would be valuable for female employees, as it helps buffer the impact of job
demands as well as family-related demands. For female workers, such emotional
support may further motivate their work engagement. As such, it is postulated that the
relationship between supervisor support and work engagement is stronger for female
customer-contact employees as opposed to their male colleagues. Therefore, our next
hypothesis is:
H2. Gender moderates the relationship between supervisor support and work
engagement such that the positive relationship between supervisor support and







































3.1 Sample and procedure
Our population comprised customer-contact employees working in upscale hotels in
Malaysia with 4- and 5-Star ratings. Of the 198 upscale hotels across Malaysia (Ministry
of Tourism, 2012), only 34 hotels agreed to participate in the survey. We distributed the
questionnaires with the assistance of the hotels’ human resource managers. A total of
925 sets of questionnaires were distributed, and, after two weeks, 438 completed
questionnaires were collected and analyzed. This yielded a useable rate of 47.4 per cent.
3.2 Measures
Supervisor support was assessed using four items adapted from Susskind et al. (2003).
Some minor modifications to the original items were made based on inputs obtained
from our pilot study. For example, the word guests was changed to customers, and one
of the items “I can count on my supervisor to do the ‘right thing’ when serving guests”
was reworded to “I can rely on my supervisor to serve customers in the appropriate
manner” to fit the local context. The reported reliability for this instrument was 0.95. All
items were measured on a seven-point Likert scale (ranging from 1  strongly disagree
to 7  strongly agree). An example of a measurement item is “My supervisor provides
me with important work-related information and advice that make performing my job
easier”.
Work engagement was measured using nine items adopted from Schaufeli et al.
(2006) on a seven-point Likert scale (1  never to 7  always). The reported reliability for
these items was 0.87. An example of a measurement item is “I am enthusiastic about my
job”. Gender was dummy-coded, with male being coded as 0 and female as 1.
3.3 Analytical strategy
We tested our hypothesis using partial least squares (PLS) software developed by
Ringle et al. (2005). The PLS model evaluates and interprets the results using:
• the measurement model; and
• the structural model (Henseler et al., 2009).
The measurement model assesses the relationships between the manifest variables
(observed items) and latent variables. Besides, data are scrutinized in terms of reliability
(item reliability and internal consistency) and validity (convergent validity and
discriminant validity). Conversely, the structural model specifies the relationships
between the latent variables. The structural model is evaluated based on the
significance of the path coefficients and R2 measures.
4. Results
4.1 Descriptive results
Profile of the survey participants are as follows: 53.9 per cent were females, 61.6 per cent
were Malays, 54.1 per cent were unmarried and 67.6 per cent were secondary school
leavers. Respondents’ age ranged from 18 to 53 years with an average of 28.4 years
(SD  7.1). The majority of respondents worked in the front office department (60.3 per
cent) as opposed to the food and beverage department (39.7 per cent). The average
organizational tenure and job tenure for the sample were 4.2 years (SD  5.3) and 3.7








































Our t-test result revealed that work engagement for male and female employees was
not significantly different. Specifically, the mean score for work engagement was 5.03
(SD  0.83) for males and 5.09 (SD  0.72) for females. In terms of supervisor support,
male employees perceived slightly higher supervisor support (mean  5.03; SD  0.96)
than female employees (mean  4.95; SD  0.94). The overall mean scores for
supervisory support and work engagement were 4.80 (SD  0.95) and 5.06 (SD  0.77),
respectively.
4.2 Measurement model results
To evaluate the reliability and validity of the measurement model, the loadings for each
item and the composite reliabilities were inspected (Table I). Item reliability specifies the
correlations of the items with their respective construct, which is shown by the item’s
loading (Chin, 1998). The recommended minimum loading for an item is 0.7 (Chin, 1998).
All items exceeded this threshold value except supervisor support (SS2) and work
engagement (WE9), with a loading of 0.38 and 0.69, respectively. Therefore, item SS2
was removed from our measurement model, but we decided to retain WE9 given the
item’s loading of 0.69 is close to 0.7. Additionally, the composite reliability value for this
construct (0.93) exceeded the minimum 0.7 limit suggested by Hair et al. (2011). Hence, it
can be assumed that the measurement model is reliable.
After the removal of item SS2, we re-assessed the measurement model (Table II). The
average variance extracted (AVE) values for work engagement and supervisor support
were 0.63 and 0.64, respectively, which exceeded the 0.50 threshold value suggested by
Fornell and Larcker (1981). We concluded that our measurement model has convergent
validity.
We then assess the discriminant validity of the measurement model. As illustrated in
Table III, the square root of the AVE of the latent variable exceeded the correlations of




Variable Item Loading Compositea reliability AVEb













Notes: a Composite reliability (CR)  (square of the summation of the factor loadings)/{(square of the
summation of the factor loadings)  (square of the summation of the error variances)}; b average
variance extracted (AVE)  (summation of the square of the factor loadings)/{(summation of the square






































Furthermore, as shown in Table IV, the loadings for the items under each construct were
greater than its cross-loadings. These results meet Fornell and Larcker’s (1981) criteria.
Thus, it can be surmised that our measurement model has satisfactory discriminant
validity.
4.3 Structural model results
Before evaluating the structural model, the effects of the six control variables (age,
marital status, ethnicity, academic qualification, job tenure and organization tenure)
were analyzed to avoid overestimating the effect of the exogenous variable on the
endogenous variable. This approach is in harmony with previous studies (Broeck et al.,
2008; Karatepe and Olugbade, 2009; Schaufeli et al., 2008). The results, depicted in
Table V, indicated that although age, ethnicity, academic qualification and job tenure
did significantly affect the endogenous variable, the R2 change was less than 0.13, which
is considered marginal (Cohen, 1988). Consequently, these control variables were
excluded from our structural model.
After estimating the effects of the control variables on the endogenous variable, the
proposed relationship was examined in the structural model. The beta coefficient of the





Variable Item Loading Composite reliabilitya AVEb
Supervisor support (SS) SS 1 0.86 0.84 0.64
SS 3 0.84
SS 4 0.69









Notes: a Composite reliability (CR)  (square of the summation of the factor loadings)/{(square of the
summation of the factor loadings)  (square of the summation of the error variances)}; b average
variance extracted (AVE)  (summation of the square of the factor loadings)/{(summation of the square





Variable Supervisor support Work engagement
Supervisor support 0.80
Work engagement 0.35 0.79









































positive and significant relationship with work engagement (  0.35, p  0.01),
thereby, providing support for our H1.
H2 relates to the moderating effect of gender in the relationship between supervisor
support and work engagement. To test this, we followed the product indicator approach
suggested by Chin et al. (2003). Specifically, we estimated:
• the influence of supervisor support on work engagement;
• the direct impact of gender on work engagement; and
• the interaction between supervisor support and gender on work engagement.
A significant interaction effect confirms the moderator role (Henseler and Fassott, 2010).
As exhibited in Table VI, the interaction term (  0.63, p  0.05) was found to be
significant, which implies that gender moderates the relationship between supervisor
Table IV.
Cross-loadings
Construct Items Supervisor support Work engagement
Supervisor support (SS) SS1 0.86 0.32
SS3 0.84 0.31
SS4 0.70 0.19












Control variable Beta t-value R2 change
Age 0.12 2.86** 0.01
Marital status 0.01 0.17 0.00
Ethnicity 0.11 2.31* 0.01
Academic qualification 0.14 2.95** 0.02
Job tenure 0.10 2.23* 0.01
Organizational tenure 0.01 0.11 0.00




Hypothesis Relationships Beta t-value Decision R2
H1 Supervisor support - Work engagement 0.35** 7.50 Supported 0.12
H2 Gender - Work engagement 0.050 1.04
Supervisor support  Gender - Work engagement 0.63* 2.01 Rejected 0.14






































support and work engagement. Surprisingly, the direction of the path coefficient was
contrary to the hypothesis, which suggests that the relationship between supervisor
support and work engagement was stronger for men than for women. Thus, H2 was
rejected. Table VI summarizes our findings concerning the structural relationships.
Table VI indicates that supervisor support was able to explain 12 per cent of the
variance in work engagement (R2  0.12). In addition, the inclusion of the interaction of
gender and supervisor support explained 14 per cent of the variance in work
engagement (R2  0.14). Based on the calculation suggested by Cohen (1988), the
moderating effect size (f 2) was only 0.02, which is considered small. The relationship of
gender on supervisor support and work engagement is illustrated in Figure 1.
In Figure 1, the relationship between supervisor support and work engagement is
seen to vary significantly between women and men. Specifically, our results
demonstrate that for men, their level of work engagement increases steadily as
supervisor support increases from low to high. On the other hand, for women, their work
engagement decreases gradually as supervisor support increases from low to high.
5. Discussion and implications
The present findings suggest that, in the context of hotels, supervisor support is an
important work-related resource and enhances customer-contact employees’ work
engagement. Our findings are consistent with previous research, such as Bakker et al.
(2007) and Othman and Nasurdin (2012), that highlighted the importance of
instrumental supervisor support in assisting employees to fulfil their work goals and
reducing job demands. Moreover, emotional supervisor support has been shown to
relieve the effects of work-related stress. Thus, supervisor support from instrumental
and emotional aspects help lower employees’ job demands and facilitate their work
goals, which, in turn, enhance their work engagement.
In contrast to our proposed hypothesis, the findings of this study revealed that male
customer-contact employees are more engaged when they have a strong perception of
supervisor support. One possible explanation for our results may be that men place
higher importance on their work role (Loscocco and Spitze, 1990), and are competitive
and achievement-oriented (Eagly, 1987). As such, it can be expected that perceptions of
supervisor support are highly appreciated by male employees, as support serves as a
route to greater career advancement, resulting in their being motivated and engaged in





































































limited career development and promotion opportunities (Kara, 2011; Kusluvan et al.,
2010).
Interestingly, the findings of this study demonstrated that the relationship between
supervisor support and work engagement was weaker for women. We propose several
reasons for this outcome. First, is the typical management structure in hotels. Males
dominate most of the supervisory positions in hotels (Mooney and Ryan, 2009); however,
male supervisors tend to be achievement-oriented, independent (Gkorezis et al., 2012)
and strongly influenced by individualism (Babin and Boles, 1998). Female
customer-contact employees, on the other hand, are socially oriented, tending to be
driven by communal goals and a sense of nurturing (Eagly, 1987). Thus, female
customer-contact employees may perceive that they are not getting adequate attention
from their male supervisors, who tend to focus on achievement. The incompatible
orientation may ultimately weaken women’s engagement at work.
Compounding this situation is that hotel supervisory personnel also work in highly
stressful environment, dealing with customer issues and interacting with different
departments in the hotel (Kim et al., 2009a). Female customer-contact employees, who
generally seek attention (Michele et al., 2011) and interaction with other workers (Eagly,
1987), may face difficulties in building a connection with a supervisor who is also
experiencing work stress. This disconnection may hinder female employees in getting
sufficient support and weakens their sense of belonging in the organization, ultimately
eroding their work engagement. In addition, the hotel working day in Malaysia is
modelled on shift rotations, as the best meets organizational goals. Consequently,
challenged with dual demands of a career and a family, female customer-contact
employees may face difficulties in reconciling their needs with a male supervisor who is
not a wife, mother, daughter and managing a career. They may feel conspicuous in a
work environment where they are measured by male norms (Mooney and Ryan, 2009).
In exploring the factors affecting customer-contact employee work engagement, this
study highlights the critical role of supervisor support. Applying this information,
hotels can institutionalize mentoring programs that enable customer-contact employees
to receive guidance and performance feedback from their supervisor. Furthermore, as
emotional support is a form of supervisory support, hotels could conduct training
programs for their supervising staff to enhance their interpersonal skills (e.g. empathy
skills and listening skills). We also recommend hotel managements to embrace new
social technologies to enhance communication networks in the organization, rather than
rely on traditional communication, such as emails, logbooks and daily front-office
meetings. Improvements in interpersonal skills and communication will enable
supervisors to be more attentive and considerate in their dealings with their
subordinates. Last, but not least, to shape supportive perceptions among
customer-contact employees, several employee-centred HR practices such as flexible
work schedule, flexible working hours and compressed work week can be implemented
(Michel et al., 2013). The implementation of employee-centred HR practices would
signify to employees that the management cares about their well-being. All in all, such
actions are likely to foster supportive perceptions in customer-contact employees, which
ultimately result in higher work engagement.
Our findings also suggest that if the hotel management is interested in maximizing
work engagement among their customer-contact employees, they must recognize the






































plays a key role in the degree to which supervisor support influences work engagement.
Development tools, such as role-plays, could help prepare supervisors for
gender-orientated discussions with subordinates. In Malaysia, a family-oriented society
(Abdullah and Low, 2001; Hassan et al., 2014), organizations may need to extend support
to female employees by accepting their family roles. Supervisors could, for example, be
given the flexibility to adapt the work schedules of employees (Michel et al., 2013),
allowing time-off to cater to child or elder care needs. Providing cooked meals for
employees to take home is another option that extends the quality time with their family
members.
6. Limitations and suggestions for further research
As with all research, the present study has some limitations which open up the
opportunity for additional studies. First, our data were self-reported which may be
subjected to common method variance issues. However, to counter this problem,
Harman’s single-factor test was conducted to estimate the potential threat to our
interpretations. Our results indicated that common method bias was not a serious
concern because, in the confirmatory factor analysis, the first factor did not account for
a majority of the variance (Podsakoff et al., 2003). Nevertheless, future studies may
consider collecting data from multiple sources (e.g. supervisory ratings) as a preventive
measure, or using a qualitative approach, such as in-depth interviews, to estimate the
influence of supervisor support on work engagement among difference types of
employees. Second, this study was conducted on customer-contact employees in the
hotel industry of Malaysia. Thus, our findings cannot be generalized to other employees
and industries. Furthermore, because tourism is one of the major economic contributors
in developing Asian countries, it would be useful to expand the study to encompass
other countries to enrich the generalizability of the findings.
Finally, this study assessed work engagement at the individual level. Given that
customer-contact employees in hotels usually work in teams when serving customers, it
may also be worthwhile to embark on a similar study at the team level. This concurs
with Bakker’s (2011) suggestion that interventions to harness the beneficial outcomes of
work engagement should focus on individuals as well as teams. Future research could
explore the influence of team dynamics on work engagement at the team level as well as
the interaction effect of team dynamics and supervisor support on work engagement at
the team level.
In summary, this study provides actionable outcomes for organizations to foster
greater work engagement among customer-contact employees and to address
employees’ gender-based needs. Ultimately, raising employee work engagement is
instrumental to lifting service quality in Malaysian hotels and enabling them to succeed
in a competitive market.
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